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ABSTRAK 
Peran Front Office Department dalam Menunjang Service Excellent Kusuma 
Sahid Prince Hotel 
   
Kata Kunci : Service Excellent 
Kusuma Sahid Prince Hotel, hotel berbintang lima yang merupakan salah 
satu hotel tertua di Solo. Hotel ini mencoba menampilkan nuansa tradisional 
dalam bangunan maupun suasananya. Hotel ini tentunya berusaha untuk dapat 
bersaing dengan hotel lain yang saat ini semakin banyak muncul dengan 
bangunan yang lebih modern. Dalam penelitian ini memiliki tujuan untuk 
mengetahui peran front office department dalam menunjang service excellent 
Kusuma Sahid Prince Hotel 
Penelitian ini merupakan penelitian dengan menggunakan metode 
deskriptif. Dari penelitian ini diperoleh melalui proses observasi pada saat 
magang kerja, melakukan wawancara dan studi kepustakaan, serta data sekunder 
yang diperoleh dari data-data yang dimiliki oleh Kusuma Sahid Prince Hotel. 
Dari hasil penelitian ini upaya yang dilakukan  kantor depan untuk 
menunjang kelancaran service excellent adalah smile for everyone, excellent in 
everything we do, reaching out to every guest with hospitaly, viewing every guest 
as special, Inviting guest, Creating a warm atmosphere , Eye contact that shows 
we care. Selain itu, Upaya front office department dalam menunjang kelancaran 
service excellent adalah selalu mengutamakan : Cepat dan tanggap, pengetahuan, 
ramah dan sopan, kepribadian yang baik, penampilan, loyalitas dan dedikasi, 
disiplin, efisien, praktis, percaya diri dan jujur, Penguasaan bahasa asing. 
Front office dalam suatu hotel sangat berperan penting dalam kelancaran 
service excellent karena merupakan pusat dari kegiatan dan aktifitas hotel. 
Pelayanan yang diberikan kantor depan untuk para tamu sudah cukup memuaskan 
dan perlu mempertahankan serta mengupayakan lebih baik lagi. Penguasaan 
pengetahuan karyawan, fasilitas dan kerjasama antar department perlu lebih 
ditingkatkan. 
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ABSTRACK 
The Role Front Office Department in Support Service Excellent Kusuma 
Sahid Prince Hotel 
   
Key Word : Service Excellent 
 Kusuma Sahid Prince Hotel, a five star hotel which is one of the oldest 
hotels in Solo. The hotel is trying to show the traditional feel of the building and 
its atmosphere. This hotel is certainly trying to be able to compete with other 
hotels that are now more and more emerging with more modern buildings. In this 
research has a purpose to know the role of front office department in supporting 
service excellent Kusuma Sahid Prince Hotel. 
 This research is a research using descriptive method. From this research is 
obtained through observation process at work apprenticeship, interview and 
library study, and secondary data obtained from data owned by Kusuma Sahid 
Prince Hotel. 
 From the results of this study efforts made by the front office to support 
the smooth service excellent is smile for everyone, excellent in everything we do, 
reaching out to every guest with hospitaly, viewing every guest as special, 
Inviting guest, Creating a warm atmosphere, Eye contact that Shows we care. In 
addition, the efforts of the front office department in supporting the smooth 
service excellent is always prioritize: Fast and responsive, knowledgeable, 
friendly and polite, good personality, appearance, loyalty and dedication, 
discipline, efficient, practical, confident and honest, Mastery of foreign languages 
. Front office in a hotel plays an important role in the smooth service 
excellent because it is the center of the activities and activities of the hotel. The 
services provided by the front office to the guests are satisfactory and need to 
maintain and strive for better. Mastery of employees knowledge, facilities and 
cooperation between departments need to be improved. 
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MOTTO  
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mengetahui sedangkan kamu tidak mengetahui” 
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